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Pengaruh Pengalaman Pelanggan dan Kualitas Pelayanan Terhadap
Loyalitas Konsumen Ratu Cosmetics Store Kota Pasuruan

Kuni Zakiah!, Yufenti Oktaviah?, Ascosenda Ika Rizki®
!Mahasiswa Unifersitas Merdeka Pasuruan
23 Dosen Universitas Merdeka Pasuruan
E-mail : kunizakiah48@gmail.com?, oktavianty@gmail.com?,
ascosenda@unmerpas.ac.id®

Abstrak

Permasalahan pada Ratu Cosmetics Store yakni pengalaman pelanggan yang buruk
dikarenakan kualitas pelayanan yang kurang memuaskan, karyawan jarang
menjelaskan tentang produk yang dimaksud konsumen sehingga hal ini
mengakibatkan pengalaman yang tidak baik saat membeli dan akan mempengaruhi
loyalitas konsumen. Penelitian bertujuan untuk mengetahui pengaruh pengalaman
pelanggan dan kualitas pelayanan terhadap loyalitas konsumen Ratu Cosmetics
Store Kota Pasuruan. Metode penelitian yang digunakan adalah kuantitatif. Teknik
pengambilan sampel menggunakan Purposive Sampling jenis Probability
Sampling, dengan jumlah sampel sebanyak 70 responden. Analisis yang digunakan
adalah uji instrumen, uji asumsi klasik, analisis regresi linier berganda, uji hipotesis,
dan uji koefisien determinan. Hasil penelitian menunjukkan bahwa (1) pengalaman
pelanggan dan kualitas pelayanan secara simultan berpengaruh terhadap loyalitas
konsumen disimpulkan bahwa loyalitas konsumen menjadi salah satu unsur dalam
meningkatkan pendapatan perusahaan, dikarenakan pengalaman pelanggan yang
baik dengan dibarengi kualitas pelayanan yang baik, maka loyalitas konsumen akan
ikut meningkat. (2) pengalaman pelanggan secara parsial berpengaruh terhadap
loyalitas konsumen, semakin baik pengalaman pelanggan yang dirasakan
konsumen maka semakin baik dalam meningkatkan loyalitas konsumen (3) kualitas
pelayanan tidak berpengaruh secara parsial terhadap loyalitas konsumen, hal ini
berarti kualitas pelayanan bukanlah faktor penting dalam loyalitas konsumen
dikarenakan kualitas pelayanan yang diterima setiap konsumen pastilah berbeda
dengan kualitas pelayanan orang lain.

Kata Kunci : Pengalaman Pelanggan, Kualitas Pelayanan, Loyalitas Konsumen
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The Influence of Customer Experience and Service Quality on Consumer
Loyalty at Ratu Cosmetics Store, Pasuruan City

Kuni Zakiah?, Yufenti Oktaviah?, Ascosenda Ika Rizki®
IStudents at Pasuruan Merdeka University
23 |ecturer at Pasuruan Merdeka University
E-mail : kunizakiah48@gmail.com?!, oktavianty@gmail.com?,
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Abstract

There are problems at the Ratu Cosmetics Store, namely poor customer experience
due to unsatisfactory service quality, employees sometimes do not explain the
products consumers are referring to, so this results in a bad experience when buying
and will affect consumer loyalty. This research was conducted with the aim of
finding out the influence of customer experience and service quality on consumer
loyalty at the Ratu Cosmetics Store, Pasuruan City. The type of research used in
this research is quantitative. The sampling technique uses Purposive Sampling,
Probability Sampling type, with a sample size of 70 respondents using the formula
Hair, et al. The analysis used is instrument testing, classical assumption testing,
multiple linear regression analysis, hypothesis testing, and determinant coefficient
testing. The results of the research show that (1) the variables of customer
experience and service quality simultaneously have a significant effect on consumer
loyalty at Ratu Cosmetics Store, Pasuruan City. It is concluded that consumer
loyalty is one of the elements in increasing company revenue, due to good customer
experience combined with good service quality. well, then consumer loyalty will
also increase (2) the customer experience variable partially influences consumer
loyalty, this means that customer experience plays a very important role in Ratu
Cosmetics Store consumer loyalty, this shows that the better the customer
experience felt by consumers, the better it is at increasing consumer loyalty (3) the
service quality variable does not have a partial effect on consumer loyalty at Ratu
Cosmetics Store, this means that service quality is not an important factor in
consumer loyalty, this is because the quality of service received by each consumer
is definitely different from the quality of service of other people.

Keywords: Customer Experience, Service Quality, Consumer Loyalty
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